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Scope 


Introduction 


INPUT  has  conducted  this  research  as  agreed  upon  with  Bank  of  America 
Business  Services.  As  part  of  the  continued  development  of  its  payroll 
services  business.  Bank  of  America  Business  Services  has  targeted  an 
acquisition  in  the  industry.  To  date,  an  agreement  in  principal  has  been 
obtained,  and  due  diligence  is  in  process.  Part  of  the  due  diligence 
process  involves  sampling  the  potential  acquisition’s  current  client  base 
with  regard  to  client  satisfaction.  The  information  is  used  to  assess  the 
potential  of  retaining  the  existing  client  base. 

To  obtain  an  objective  and  discreet  assessment  prior  to  consummation  of 
the  acquisition,  Bank  of  America  Business  Services  selected  INPUT  to 
conduct  the  survey  and  provide  and  interpret  the  results. 


Agreement  between  INPUT  and  Bank  of  America  Business  Services  on 
the  scope  of  the  research  to  be  conducted  was  as  follows: 

• Obtain  at  least  a ten  percent  sample  of  the  potential  acquisition’s 
existing  clients.  Ten  percent  represents  the  potential  acquisition’s 
largest  clients  in  terms  of  number  of  payroll  accounts  processed. 

• Complete  the  survey  and  interpretation  of  the  results  prior  to  the  for- 
malization of  the  acquisition  agreement. 
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Methodology 
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Executive  Summary 


The  survey  itself  is  constructed  to  obtain  the  following  information: 

• Certify  the  legitimacy  of  the  respondent 

• Provide  an  overall  rating  of  the  service  in  terms  of  quality  and  respon- 
siveness 

• Identify  specific  advantages/shortcomings  that  the  existing  clients  feel 
apply  to  the  potential  acquisition’s  service 


To  conduct  this  research,  INPUT  applied  a standard,  proven  methodology 
for  interview-based  custom  research. 

INPUT  developed,  based  on  a proposed  survey  provided  by  Bank  of 
America  Business  Services,  a survey  instrument  meeting  project  require- 
ments. 

Bank  of  America  Business  Services  provided  INPUT  with  a targeted  list 
of  approximately  1 15  companies  meeting  the  requirements  outlined  in 
section  B above. 

Business  Services  provided  INPUT  with  an  introduction  to  be  used  with 
all  interviewees. 

INPUT  completed  83  telephone  interviews  from  the  list  provided,  of 
which  the  70  largest  are  analyzed  here. 

INPUT  prepared  various  cross-tabulations/bar  charts  of  the  survey  ques- 
tions. INPUT’S  analysis  of  the  customer  satisfaction  results  is  specified 
in  terms  of  “Excellent,”  “Good,”  “Fair,”  and  “Poor”  categories. 


1.  ADI’s  customer  base  is  relatively  solid  with  91%  of  the  top  70  clients 
(representing  more  than  91%  of  the  payroll  names)  favorably  rating 
the  service  “good”  or  “excellent” 

2.  Negative  responses  are  concentrated  in  customer  support.  It  is  pos- 
sible that  some  of  these  problems  are  associated  with  relatively  recent 
staff  reductions  and/or  turnover. 

Such  negative  responses  focused  on  questioning  ADI’s  ability  to 
handle  large  accounts.  This  was  contradicted  by  many  large  and 
happy  customers... so  it  is  a spotty  problem  at  worst. 
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3.  Customers  rate  product  quality,  access  to  customer  support  and 
problem  solving  ability  approximately  the  same  (low  90%). 

4.  Ninety-two  percent  would  recommend  ADI  to  another  payroll  service 
firm. 
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Rating  ADI’s  Service 
Overall 


Research  Findings 


The  fundamental  question  of  this  study  is,  “How  well  is  Applied  Data, 
Inc.  doing  in  the  eyes  of  its  customers?”  The  result  of  that  question  is 
graphically  presented  in  Exhibit  II- 1.  Ninety-one  percent  (64  of  70) 
responded  that  ADI’s  payroll  service  is  excellent  or  good  in  meeting  their 
requirements.  This  group  has  a broad  base  in  size.  Excerpts  of  inter- 
views follow. 

The  Greenwich  Hospital,  a prestigious  health  facility  with  approximately 
1,400  employees,  rated  ADI  as  excellent.  The  respondent  stressed  the 
fact  that  it  was  the  first  hospital  in  the  area  to  use  ADI,  and  ADI  had 
“...bent  over  backwards  to  help  them.” 

Another  community  force,  the  Walcott  Board  of  Education  with  a staff  of 
approximately  520  employees,  rated  ADI  as  excellent,  and  reinforced  its 
satisfaction  by  stating  that  it  could  not  say  enough  nice  things  about  ADI 
and  the  service  it  provided. 

The  president  of  another  Connecticut  firm,  A.C.  Petersen,  also  rated  ADI 
as  excellent.  So  did  the  Firm  of  Harden  House.  Both  of  these  companies 
have  a midrange  size  staff. 

The  positive  responses  of  these  sixty-four  companies  suggest  that  ADI  is 
viewed  as  a good  company  by  the  Connecticut  business  community. 
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EXHIBIT  11-1 


Overall,  How  Would  You  Rate 
ADI's  Payroll  Service? 


Number  of  Respondents 


* Average  on  a scale  of  1 -4 
1 = Excellent,  2 = Good,  3 = Fair,  4 = Poor 
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Nine  percent  of  ADI  clients  responded  negatively  (see  Exhibit  II-2).  Of 
the  seven  percent  (5  of  70)  that  rated  ADI  as  “fair,”  staff  sizes  ranged 
from  approximately  250  to  1,200  employees.  Of  these,  two  are  in  the 
education  field,  one  each  in  health  care,  banking,  and  service  center  for 
airplanes. 

The  rating  of  “fair”  seems  to  have  been  based  upon  problems  with: 

• The  support  capabilities  of  the  company 

• The  payroll  tax  service 

• Reservations  about  ADI’s  ability  to  deal  with  a large  and  complex 
company 

• The  PC-based  program  and  how  the  software  was  programmed 

The  only  respondent  to  rate  ADI  in  the  category  of  poor  was  the  Weston 
Board  of  Education.  The  school  district  has  508  employees.  A very 
negative  response  was  expressed  concerning  ADI.  The  interviewee 
refused  to  explain  her  negative  response. 

It  appears  that  the  unfavorable  responses  toward  ADI  were  based  primar- 
ily on  the  lack  of  customer  service  and  the  fact  that  problems  have  not 
been  resolved.  Note  that  some  of  the  few  negative  responses  could  be  the 
result  of  poor  personal  chemistry  rather  than  a factual  flaw  in  ADI  per- 
formance, since  ADI  is  considered  very  positive  by  the  overwhelming 
majority  of  respondents  (91%). 
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EXHIBIT  11-2 


What  Is  the  Main  Reason  You 
Are  Not  Satisfied  with  ADI? 


Poor  Support* 


Too  Much  Paperwork 


Errors 

ADI  Is  Not  Large  Enough  to 
Handle  a Large  Company 

Dislike  the  Payroll 
Tax  Service 

Extra  Fees  for 
Required  Reports 

Attempted  to  Sell  Us  a 
Product  We  Didn't  Need 
and  at  a Higher  Cost 
than  the  Market  Value 

Product  Not  What  We 
Thought  It  Was 


0 1 2 3 4 5 6 7 


7 


Number  of 

Dissatisfied  Respondents 


* Includes:  Customer  service  is  hard  to  reach,  high  personnel  turnover,  ADI 
doesn't  support  its  customer  representative,  slow  to  resolve  problems,  late 
return  of  reports,  can’t  solve  my  problems,  too  few  personnel. 
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B 

Ability  to  Get 
Through  to  ADI  with 
a Question  or 
Problem 


The  ability  to  reach  ADI  via  telephone  to  obtain  information  or  solve 
problems  i 

s crucial.  As  shown  in  Exhibit  II-3,  88%  (61  of  69)  responded  “excel- 
lent” or  “good”  to  the  question,  “How  would  you  rate  the  ability  to  get 
through  to  ADI  with  a question  or  problem  relating  to  your  payroll 
service?”  Within  the  group  that  rated  ADI  excellent  or  good,  there  are 
two  interesting  firms.  The  Shubert  Performance  Arts  Center  (New 
Haven,  CT),  with  a staff  of  approximately  357,  expressed  no  problems 
whatsoever  with  ADI  and  they  enthusiastically  stated  that  it  was  an 
excellent  company.  Fairfield  University,  with  a staff  of  1,849,  gave  ADI 
high  marks — in  fact,  a rating  of  excellent — for  accessibility  and 
performance. 

In  the  banking  field,  American  National  Bank  responded  by  rating  ADI 
as  excellent.  However,  there  seems  to  be  difficulty  in  resolving  problems 
once  ADI  has  been  reached.  This  is  not  an  uncommon  issue  and  it  will 
be  addressed  later.  The  North  Branford  Board  of  Education  also  rated 
ADI  as  excellent.  It  has  a staff  of  788.  The  board  has  not  had  a problem 
reaching  ADI,  but  did  express  some  concern  about  problems  now  that  its 
PC  is  linked  to  ADI’s.  Easter  Seal,  with  a staff  of  391,  responded  excel- 
lent to  the  question,  and  added  an  additional  comment  that  they  are 
always  there  when  you  need  them. 

Stamford  Hospital  responded  with  a good  rating,  although  it  expressed  a 
concern  that  in  the  past  six  months,  the  staff  at  ADI  seemed  “spread  too 
thin.”  Wiggin  and  Dana,  with  a staff  of  approximately  250  (and  one  of 
Connecticut’s  most  respected  law  firms),  rated  ADI  as  good  in  this 
department  and  stated  it  was  happy  with  the  service  provided. 

Of  special  interest  is  the  Napier  Company,  which  rated  ADI  as  good, 
although  it  has  had  a problem  with  ADI’s  tax  service  department.  This  is 
another  example  of  a customer  having  a problem  with  ADI,  but  still 
being  able  to  reach  it. 

Eight  percent  (6  of  69)  responded  fair  to  question  B of  the  questionnaire. 
The  New  Milford  Board  of  Education  rated  ADI  as  fair,  although  none  of 
its  ratings  were  above  good  on  any  question.  The  Board  also  plans  to  do 
everything  in-house  within  the  next  12  months.  St.  Joseph  College  has 
approximately  960  employees  and  rates  ADI  as  fair.  It  should  be  noted 
that  this  respondent  also  stated  that  whenever  the  college  needs  anything, 
ADI  is  most  helpful.  Most  of  the  six  companies  that  rated  ADI  as  fair 
didn’t  elaborate  on  the  reason  for  choosing  such  a rating,  but  at  the  same 
time,  didn’t  seem  dissatisfied  with  ADI. 
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EXHIBIT  11-3 


How  Would  You  Rate  the  Ability 
to  Get  Through  to  ADI  with  a 
Question  or  Problem  Relating  to 
Your  Payroll  Service? 


Number  of  Respondents 


* 69  people  responded — one  individual  stated  that  the 
question  did  not  apply  to  her. 

**  1 = Excellent,  2 = Good,  3 = Fair,  4 = Poor 


YWBOA 


9 


ADI  CLIENT  BASE  SURVEY 


INPUT 


c 

Two  companies  rated  ADI  as  poor — three  percent  of  the  sample  (2  of 
69).  The  Taft  School,  with  517  employees,  has  had  various  monthly 
payroll  problems.  It  is  always  the  next  day  before  ADI  returns  the 
school’s  telephone  call  regarding  this  problem.  The  respondent  at  the 
Taft  School  may  be  young  and  lack  experience  in  the  job;  these  factors 
may  have  influenced  her  response. 

The  second  company  which  rated  ADI  as  poor  was  Whelen  Technology. 
This  company  has  also  had  problems  with  ADI’s  tax  service,  billing,  and 
custom  projects.  Whelen  has  a real  need  for  immediate  contact  with 
ADI,  but  has  found  its  inability  to  reach  ADI  a constant  problem.  How- 
ever, despite  these  limitations  both  of  the  above  firms  recommended  ADI 
as  a payroll  service. 

Ninety-seven  percent  (67  of  69)  of  the  respondents  found  ADI  to  be  a 
firm  that  can  be  reached  by  telephone.  This  indicates  that  the  majority  of 
ADI’s  clients  are  satisfied  with  the  ability  to  reach  the  company. 

Service 

Representatives’ 
Ability  to  Answer 
Questions/Solve 
Problems 

Service  representatives’  ability  is  important  because  if  a client  has  a 
problem,  he  wants  the  problem  solved  as  quickly  and  economically  as 
possible.  Otherwise,  the  client  is  frustrated,  troubled,  and  dissatisfied. 
Ninety-two  percent  (65  of  70)  rated  this  aspect  of  ADI  as  good  or  excel- 
lent, as  shown  in  Exhibit  II-4.  Fifty-five  percent  (39  of  70)  rated  ADI  as 
good,  and  thirty-seven  percent  (26  of  70)  rated  ADI  as  excellent. 

Mangen  Restaurant  Group,  with  approximately  1,500  employees,  rated 
ADI  as  excellent,  and  stated  that  ADI  is  very  attentive  to  a customer’s 
needs.  City  Trust,  a company  approximately  the  same  size  as  the 
Mangen  Restaurant  Group,  also  rated  ADI  as  excellent,  and  stressed  the 
fact  that  ADI  is  willing  to  do  anything  for  them.  The  same  rating  of 
excellent  was  given  by  two  smaller  companies,  Brittany  Farms  with  288 
employees,  and  Sealy  with  287  employees.  Exhibit  II-4  shows  that  the 
rating  of  good  prevails  with  the  majority  of  ADI  clients.  It  is  interesting 
to  note  that  in  an  area  as  crucial  as  problem  solving,  the  rating  of  excel- 
lent is  not  the  number  one  answer  given  by  the  client.  Of  the  top  ten  (10) 
companies,  forty  percent  (4  of  10)  rated  ADI  as  good,  and  only  thirty 
percent  (3  of  10)  gave  ADI  the  highest  rating. 
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EXHIBIT  11-4 


How  Would  You  Rate  ADI's  Service 
Representatives'  Ability  to  Answer 
Questions  or  Solve  Problems 
Relating  to  Your  Payroll  Service? 


Number  of  Respondents 


* Average  on  a scale  of  1 -4 
1 = Excellent,  2 = Good,  3 = Fair,  4 = Poor 
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Stamford  Hospital,  a large  and  complex  facility  with  a staff  of  1,200, 
rated  ADI  as  good.  The  fact  that  the  respondent  questioned  ADI’s  ability 
to  service  a large  institution  indicates  that  ADI  may  lack  the  expertise  and 
manpower  to  completely  satisfy  the  problem  solving  needs  of  a large 
client.  An  even  larger  organization,  Fairfield  University,  also  rated  ADI 
as  only  good.  However,  the  respondent  for  Fairfield  University  had  a 
questioning  attitude  concerning  ADI’s  ability  to  resolve  a problem  once  it 
had  been  informed — the  respondent  seemed  to  be  somewhat  uncertain 
whether  the  problem  was  actually  being  resolved  after  discussion  with 
ADI.  St.  Joseph  College,  an  institution  about  half  the  size  of  Fairfield 
University,  also  rated  ADI  as  good,  yet  stated  that  ADI  is  most  helpful 
whenever  anything  is  required.  Relative  to  this  question,  some  clients 
expressed  concern  about  ADI’s  abilities  when  the  client  is  a large  and 
complex  firm.  INPUT’S  survey  does  not  detect  overall  dissatisfaction 
with  ADI,  but  rather  a questioning  attitude  as  to  whether  ADI  is  lacking 
in  this  area.  This  may  explain  the  rating  of  good,  rather  than  excellent, 
by  the  majority  of  the  top  ten  firms. 

Five  percent  (4  of  70)  rated  ADI  as  fair.  Within  this  group  two  firms,  in 
size  of  staff,  are  in  the  top  ten  of  this  survey.  Both  organizations  are  in 
the  education  field.  Again,  INPUT  heard  the  response  that  ADI  is  too 
small  a company  to  handle  a large  and  complex  firm.  High  personnel 
turnover  may  be  a contributing  factor.  Another  company,  American 
National  Bank,  rated  ADI  low  in  two  out  of  four  questions.  Its  problems 
are  slow  to  be  resolved,  and  this  company  thinks  ADI  may  not  be  right 
for  a large  firm.  It  is  significant  to  note  that  this  concern,  expressed  by 
various  companies,  has  appeared  previously  in  this  report. 


D 

How  Well  Does  the 
ADI  Payroll  Product 
Satisfy  Your  Needs? 


Ninety-one  percent  (64  of  70)  rated  ADI’s  payroll  product  as  excellent  or 
good,  as  shown  in  Exhibit  II-5.  The  top  eight  firms  are  evenly  split  in 
rating  ADI  as  excellent  or  good.  Only  two  in  the  top  ten  gave  it  a less 
than  favorable  rating. 


Again,  it  is  significant  that  forty-eight  percent  (34  of  70)  of  the  respon- 
dents rated  ADI  as  good  and  not  excellent.  Representative  of  those 
companies  is  Eastern  Color  Printing,  with  229  employees.  This 
company’s  respondent  wanted  a more  detailed  breakdown  on  the  payroll 
sheet  than  the  current  product  provides.  Best  Cleaners,  with  200  employ- 
ees, also  rated  ADI  as  good.  Valley  Shores  YMCA  rated  ADI  as  good 
and,  in  general,  feels  the  product  satisfies  its  needs.  Premier  Roofing  of 
New  Haven,  with  a staff  of  326,  gave  ADI  a good  rating  although  it  has 
had  some  problems  with  ADI’s  program. 
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EXHIBIT  11-5 


How  Well  Does  the  ADI  Payroll 
Product  Satisfy  Your  Needs? 


Number  of  Respondents 


* Average  on  a scale  of  1-4 
1 = Excellent,  2 = Good,  3 = Fair,  4 = Poor 
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Eight  percent  of  the  respondents  (6  of  70)  rated  ADI’s  payroll  product  as 
fair.  While  this  percentage  is  small,  this  response  is  quite  significant 
since  two  of  these — Early  Learning  Center  with  its  1,210  employees  and 
Stamford  Hospital  with  its  1,200  employees — are  two  of  the  largest 
clients  of  ADI.  In  particular,  the  respondent  at  Stamford  Hospital  ex- 
pressed surprise  that  ADI’s  data  base  was  not  what  he  thought  it  would 
be;  for  example,  he  thought  all  information  would  be  entirely  on  one  data 
base  and  this  is  not  the  case.  Also,  he  stated  that  ADI  does  some  things 
differendy  from  the  way  the  hospital  does  them.  The  respondent  seems 
to  question  the  validity  of  having  chosen  ADI  as  the  hospital’s  payroll 
service  supplier.  Like  Stamford  Hospital,  Early  Learning  Center  has 
special  needs  and  must  pay  extra  fees  in  order  to  have  ADI’s  product 
satisfy  its  requirements.  This  fact  was  emphasized  by  the  respondent 
who  stated,  “...every  time  I turn  around.  I’m  paying  a program  fee.” 

Both  Whelen  Technology  and  Hamden  Hall  School  rated  ADI  as  fair.  Of 
the  two,  Hamden  Hall  School  expressed  minor  dissatisfaction  with  the 
product — the  respondent  stated  that  there  are  not  enough  special  payroll 
functions.  She  also  added  that  presently  there  are  only  four  functions  and 
more  were  needed  to  satisfy  her  needs.  POSI-SEAL,  with  213  employ- 
ees, stated  that  ADI’s  product  does  not  have  enought  deduction  fields. 
Another  firm,  Hill  Health,  with  27 1 employees,  also  rated  ADI  as  fair. 
The  respondent  felt  that  systems  other  than  ADI  have  more  data  space  on 
their  sheets  and  this  additional  space  is  helpful  to  payroll  and  personnel 
clerks. 

It  should  be  noted  that  the  fair  rating  of  ADI’s  product  may  raise  a ques- 
tion about  the  ADI  product’s  ability  to  satisfy  a large  and  diverse  market. 

However,  it  should  not  be  forgotten  that  the  majority  of  the  respondents 
are  satisfied  with  ADI’s  product  and  rate  it  as  excellent  or  good. 


E 


Would  You 
Recommend  ADI  as  a 
Payroll  Service? 


Ninety-two  percent  of  the  respondents  (65  of  70)  gave  a yes  response 
when  asked,  “Would  you  recommend  ADI  as  a payroll  service?” 

The  Weston  Board  of  Education,  with  approximately  508  employees, 
would  not  recommend  ADI.  It  gave  the  only  totally  negative  response  to 
this  question.  The  Weston  Board’s  response  may  be  questionable,  based 
upon  the  respondent’s  attitude  at  the  time  of  the  interview.  It  cannot  be 
ascertained  whether  the  survey  was  taken  at  a difficult  time  for  the 
individual  or  whether  the  statement  is  really  a valid  and  realistic  evalu- 
ation of  ADI.  In  view  of  the  high  number  of  positive  responses,  the  one 
negative  response  is  open  to  question  as  to  whether  it  was  due  to  the 
attitude  of  the  respondent  or  was  a valid  assessment  of  ADI. 
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It  is  fascinating  to  observe  that  6%  (4  of  70)  of  the  respondents  chose  to 
rate  ADI  with  a qualifying  response  of  yes  and  no.  Of  the  four  compa- 
nies that  did  so,  Stamford  Hospital  and  Early  Learning  Center  once  again 
confirmed  each  other’s  opinion  that  ADI’s  service  is  fine  for  a small 
company  but  not  for  a large  and  complex  organization.  American  Na- 
tional Bank,  with  a smaller  staff  of  268,  also  supports  this  assertion. 
However,  its  negative  response  may  have  resulted  from  its  unhappiness 
with  ADI’s  payroll  tax  service. 

The  final  respondent  to  qualify  its  answer  was  Canadian  Challenger,  a 
small  firm  with  360  employees.  Apparently,  ADI  has  not  had  a good 
track  record  with  this  firm.  It  has  had  a multitude  of  problems  with  ADI 
which  has  obviously  generated  its  negative  response.  However,  ADI  has 
recently  worked  to  resolve  these  problems.  Consequently,  the  respondent 
gave  a yes  vote  to  recommendation  of  ADI,  but  only  because  of  the 
recent  improved  services. 

The  final  analysis  of  this  question  is  very  positive  for  ADI.  Ninety-two 
percent  (65  of  70)  of  ADI’s  clients  support  ADI  enough  to  recommend  its 
services  to  other  companies.  This  is  a significant  endorsement  of  ADI’s 
ability  to  perform. 
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EXHIBIT  11-7 


What  Is  the  Main  Reason  You 
Would  Not  Recommend  ADI? 


Can't  Handle  a 
Large  Company 


Too  Many 
Problems  with  ADI 


Dislike  the  Payroll 
Tax  Service 


Does  Not  Return  yffl/ 
Telephone  Call  or 
Can't  Solve  Problem 


A 


0 1 2.3  4 

Number  of  Respondents 
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F 

Additional 
Comments  About 
ADI’s  Payroll 
Service 


Fifty  percent  of  the  respondents  (35  of  70)  gave  additional  comments 
about  ADI’s  payroll  service,  as  shown  in  Exhibit  II-8. 

The  overwhelming  majority  of  final  comments  were  complimentary  in 
nature.  The  respondents  often  added  comments  that  have  been  previ- 
ously expressed  in  this  survey.  For  example,  the  law  firm  of  Wiggin  and 
Dana  wanted  to  emphasize  again  that  they  were  very  happy  with  the 
service.  Producto  Machine  Company  echoed  Wiggin  and  Dana’s  opin- 
ion. Even  Stamford  Hospital,  which  had  reservations  about  the  suitability 
of  ADI’s  services,  concluded  the  interview  on  an  upbeat  note  by  stating 
“...the  data  entry  is  excellent.”  West  Hartford  Manor,  with  161  employ- 
ees, also  emphasized  that  ADI  was  really  very  good.  AAA  Nursing  Care, 
with  215  staff  members,  ended  the  interview  with  the  statement:  “There 
is  a new  company  here  called  ADP;  they  are  more  expensive  and  not  as 
good  [as  ADI].” 

Other  comments  concerning  ADI  were  minimal  in  number,  basically 
similar  and  tended  to  deal  with  immediate  day-to-day  needs  rather  than 
major  system  problems.  For  example,  an  ADI  client  may  require  addi- 
tional supplies,  an  extra  type  of  product  or  a special  service.  Several 
companies  mentioned  having  a problem  with  ADI’s  tax  service  depart- 
ment (Exhibit  II-8).  These  difficulties  seem  to  be  related  to  ADI  em- 
ployee error  rather  than  ADI’s  system.  The  fact  that  the  tax  service  is 
located  in  California  and  not  Connecticut  was  also  mentioned  by  a re- 
spondent 

Many  ADI  clients,  at  this  point  in  the  interview,  seemed  to  want  to  end 
the  interview  by  giving  additional  praise  of  ADI  rather  than  adding  any 
new  information.  These  final  comments  expressed  the  confidence  that 
the  majority  of  clients  have  in  ADI’s  payroll  service. 
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EXHIBIT  11-8 


Additional  Comments  or  Concerns 
About  API's  Payroll  Service 


Examples  of  Types  of 
Additional  Comments 

Satisfied  with  Company 

Satisfied  with 
Customer  Service 

Problems  with  Supply 
Items,  Program,  and 
Custom  Projects 

Saved  Us  Money 
No  Problems  with  ADI 

Excellent  Tax  Service 

Don't  Like  the 
Tax  Service 

Billing  and  Payroll 
Problems 

Data  Entry  Is  Excellent 

Moving  toward 
In-house  Operations 


Number  of  Respondents 
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Overall  Conclusions 


The  purpose  of  INPUT’S  survey  was  to  determine  what  the  Applied  Data 
client  had  to  say  about  ADI  and  then  to  extrapolate  from  this  information 
an  overview  of  the  company-client  relationship.  This  was  to  show  the 
strengths  and  weaknesses  of  ADI  as  perceived  by  its  customers,  but  does 
not  afford  an  explanation  from  ADI’s  point  of  view.  Furthermore,  it  is 
not  within  the  scope  of  the  survey  to  determine  whether  ADI  has  an 
internal  hierarchical  problem  which  may  be  responsible  for  the  miniscule 
number  of  difficulties  between  a client  and  ADI. 

What  is  strongly  evident  to  INPUT,  based  on  the  survey,  is  the  fact  that 
ADI  has  a solid  base  of  more  than  satisfied  customers.  Of  the  seventy 
ADI  clients  interviewed,  it  is  significant  that  ninety-one  percent  (64  of 
70)  spoke  highly  of  ADI.  The  respondents  were  more  than  generous  in 
the  warmth  of  their  responses  concerning  ADI.  This  is  a strong  indica- 
tion to  INPUT  that  ADI  operates  and  performs  at  a very  high  level  of 
professionalism  and  client  satisfaction. 

However,  INPUT’S  survey  shows  that  a few  of  ADI’s  clients  perceive  it 
to  have  a recurring  problem:  a shortness  of  staff  as  well  as  high  staff 
turnover.  These  clients,  as  often  as  not,  believe  that  either  ADI  has  too 
few  people  to  do  a job  or  that  the  ADI  employee  to  whom  they  have 
spoken  is  not  capable  of  resolving  the  problem.  A few  of  the  larger 
companies  also  expressed  a similar  view.  Like  most  companies,  ADI  is 
not  without  problems  in  certain  areas  nor  does  it  lack  room  for  improve- 
ment— but  generally  speaking,  the  limited  number  of  minor  complaints 
indicates  to  INPUT  that  ADI  is  not  burdened  by  a large  number  of  un- 
happy and  dissatisfied  clients. 
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The  difficulties  which  do  exist  between  ADI  and  its  clients  need  to  be 
addressed.  The  problems  revolve  around  people  and  are  not  system- 
based.  ADI  needs  to  rethink  its  personnel  requirements.  INPUT  notes  a 
certain  dissatisfaction  with  ADI’s  tax  service  department.  This  may  be 
the  result  of  inattentiveness  to  a particular  client’s  needs  or  an  initial 
failure  of  communication  between  ADI’s  sales  force  and  the  client’s 
understanding  of  the  tax  service.  Nevertheless,  a complaint  is  a com- 
plaint and  ADI  should  not  disregard  it. 

The  subject  of  taxes  is  an  important  and  crucial  one.  INPUT  feels  ADI 
needs  to  work  more  closely  with  clients  who  express  dissatisfaction  with 
its  tax  service.  Again,  INPUT  notes  that  the  problems  seem  to  be  related 
to  ADI  personnel. 

A minimal  amount  of  dissatisfaction  is  expressed  with  the  product  itself. 
It  is  not  a major  concern.  It  is  only  mentioned  when  a client  requires  an 
extra  function  and  should  not  be  considered  a serious  or  major  problem. 

INPUT’S  survey  clearly  indicates  that  ADI’s  clients  rate  it  in  the  highest 
categories.  They  do  not  hesitate  to  recommend  ADI  to  other  companies, 
and  they  enthusiastically  endorse  EDI  as  a company  that  is  competent  to 
serve  their  needs. 
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